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Good customer relations is 
good business 


How well you handle customers’ complaints is 
often the key to whether or not customers remain 
loyal to your company. Studies show that it can 
cost more to get new customers than to keep 
existing ones. 


Every business will probably have to deal with 
customer complaints at some time. Setting up a 
good customer complaint handling system 
includes: 


¢ examining the reasons why customers 
complain; 


e learning how to best handle complaints; 
and 


e trying to avoid future complaints. 








Customer complaints most often involve: 


e wrong information about a product or 
service; 


® poor or incorrect advice from advertising, 
salespeople or both; 


e faulty goods; 


© inability to get spare parts, fix product — 
faults or get after-sales service; 


e not listening politely or giving clear details 
about a situation; 


prices that differ from those advertised, 
quoted or agreed upon; 7 


e failure to contact the customer if there is a 
change in a situation —for example, if 
repairs cost more than estimated or needed 
parts are delayed; and 


e products that do not meet customers’ 
expectations. 








Handling complaints 


For you, the complaint may be no big thing, but to 
the customer it is very important. By treating 

customer complaints seriously, you help promote 
your company and build good customer relations. 


A polite and careful investigation of the problem 
is the best way to solve complaints. By listening 
carefully, you show the customer their complaint 
is being taken seriously. This does not cause you 
to lose face or admit that a fault exists. 


A Listen carefully to the customer’s complaint. 


A Show interest and respect. For example 
you might try saying one or more of the 
following. 


“Thank you for bringing this to our 
attention.” 


“Let me make some notes about what 
needs to be done.” 


“T will check into this right away.” 


“Lam sorry for the inconvenience this has 
caused you.” 





A Find out what the customer expects you to 
do. For example, you might ask: 


¢ “Please tell me what you would like us 
to do.” 


e “How can we resolve this situation?” 
e “What can we do right away to get this 
situation fixed?” 
e “Was there anything else that wasn’t the 
way you wanted it?” 


e “How can I help you?” 


IA Make sure customers are directed to the 
person responsible for dealing with customer 
complaints. 


A Always stay calm. Raising your voice or 
arguing will only make the situation worse. 
If a customer doesn’t understand your 
explanation, be patient. Go over it again. 


[A If there was an error or the merchandise 
is faulty, admit it and try to correct the 
situation. 





How to avoid complaints 


A strong customer-relations program and good 
business practices will help keep customers 
happy. Here are ways to keep complaints to a 
minimum. 


IA Clearly show the total cost of goods and 
services on the item or in a contract. 


IA List all items that make up the total cost on 
the bill or invoice. 


: A Be sure goods meet government regulations 
(such as size, weight, labelling or safety 
standards). 

IA Advertise goods clearly and accurately. 


[A Label goods clearly, correctly and to the 
fullest extent. 


[A Explain the product carefully and accurately. 
Avoid building unrealistic expectations by 
clearly presenting the product’s qualities, 
durability, washability, and so forth. The 
same goes for warranty and guarantee claims 
and after-sales service. 





| IA Be sure your company policy on refunds and 
exchanges is displayed where customers are 
most likely to see it. This might include near 
the cash register, in fitting rooms or on the 
bill of sale. 


IA Fully explain your company’s return policy 
before the purchase. Don’t wait until custom- 
ers come back with a complaint. 





Why you should listen to 
customer complaints 


So far we have talked about how effective com- 
plaint handling can help build good customer 
relations. But there are other benefits to effective 
complaint handling. 


e It helps to keep customers coming back. 


¢ A satisfied customer is your best advertise- 
ment. They will tell others about your 
company and your good service. 


e Listening to customers’ complaints can 
alert you to product faults that often can be 
corrected or replaced. 


¢ Complaints tell you how well you are 
advertising your products or services and 
if you are explaining them clearly to your 
customers. By correcting or improving 
your written and verbal messages, you 
stand to improve customer relations. 





In summary 


To deal with customer complaints well, you need 
to: 


e listen carefully to the customer’s problem; 
¢ remain calm and polite; 


¢ find out the cause of the problem and what 
the customer expects; and 


e try to solve the problem quickly. 


Remember that you and the customer have the 
‘same goal in mind—to solve the problem. 


The Ministry of Consumer and Commercial 
Relations works to educate consumers and 
businesses about their rights and responsibilities 
in the marketplace. 





For more information 
call or write to: 


Consumer Information Centre 
555 Yonge St., Main Floor 
Toronto, Ontario M7A 2H6 


Toronto 
(416) 326-8555 


(area code 807, call collect) 


Toll free 


1-800-268-1142 


~ TDD (hearing/speech impaired) 
(416) 326-8566 
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